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TITLE OF THE INVENTION 

COMPUTER TO TELEPHONE OR COMPUTER TO COMPUTER 

CALLBACK METHOD 

FIELD OF THE INVENTION 
The present invention relates to computer network-based telephony in general, and 
more particularly to callback methods and apparatus therefor. 

BACKGROUND OF TflE INVENTION 
Computer network-based telephony systems are well known in the art One such 
system is Applicant/assignee's Surf&Call™ system, commercially available &om VocalTec 
C ommuni cations Ltd., Herzliya, Israel, which provides real-time voice communications via 
Internet Protocol (CP) computer networks. In the Surf&Call™ system a computer user uses a 
Hypertext Matktqj Language (HTML) browser to download from the Internet a Surf&Call™- 
enabled HTML document C'web page") widch contains a selectable hypertext link, such as a 
button, that may be used to initiate the Surf&Call™ service. Should the user wish to speak to 
an agent regarding the web page, the user may select the link, which causes software installed at 
the user's computer to request a voice oommimicatioTi?? 5cs5ion brtwccn the user's computer and 
a telephone-based agent via an IP network-to-Public Switched Telephone Network (PSTN) or 
IP network gatcway-to-Private Branch Exchange (PBX). Surf&Call™ may be used with 
Automatic Call Distribution (ACD) call centers, in which case the xiser's call may be directed to 
an available agent Another such system is Applicant/^assignee's Sinf&Chat™ system which 
provides similar functionality as the Sinf&Call™ system for data COTununicadons session 
between the user's computer and a computer-based agent 
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Unfortunately, v/hea a computer user attempts to initiate a voice or data call to a 
telephone and/or computer user via a computer network, if the telephone user's line is busy, or 
if an agent is imavailable, then the computer user currently has no recourse other than to try 
again at a later time. A computer network-based telephony system that provides for automatic 
telephone-to-computcr and/or computer-to-computer callback would, therefore, be 
advantageous. 

SUMMARY OF THE INVENnON 

The present invention seeks to provide a computer network-based telephony system 
that provides for automatic tclephone-to-computer and/or computer-to-computer callback. 

There is thus provided in accordance with a preferred embodiment of the present 
invention in a system including a computer user connected to a computer network via a 
computer and a telephone user connected to the computer network via a gateway, a callback 
method including the computer user transmitting a callback request to a callback server, where 
Ihe callback request includes an identification of the computer user, and the callback server 
instructing the compxrtcr to initiate a communications link with the telephone user via the 
gateway. 

Further in accordance vnth a preferred embodiment of the present invention the 
callback request includes an indication of a time at or after which the callback server may 
instruct the computer to initiatfl the communications link with the telephone user. 

Still further in accordance with a preferred embodiment of the present invention the 
callback request includes an indication of a time period during which the callback server may 
instruct the computer to initiatft the communications l^T^lf with the telephone user. 
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Additionally in accordance with a preferred embodiment of the present invention 
the method further includes the callback server requesting a telephone number of an available 
telephone user from an automatic call distribution system and where the instnictixig step 
includes providing the telephone number to the computer. 
5 Moreover in accordance with a preferred embodiment of the present invention the 

method further includes the callback server determining whether the telephone user is available 
for computer-to-telephonc conmiunications and where the instructing step includes instracting 
v/bsn the telephone user is available for computer-to-telephone commimications. 

Further in accordance with a preferred embodiment of the present invention the 
1 0 method further includes the callback server deteraMning whether the computer user is available 
for computer-to-telephone communications, and where the instructing step includes instructing 
when the computer user is available for computer-to-telephone communications. 

Still further in accordance with a preferred embodiment of the present invention the 
method further includes the cedlback server determining whether the telephone user is available 
15 for computer-to-telephone communications, whether the computer user is available for 
compuler-to-telephone communications, and where the instmcting step includes instructing 
when both of the user are available for computer-to^telephone communications. 

There is also provided in accordance with a preferred embodiment of the present 
invention in a system including a first computer user cormected to a compixter network via a 
20 first computer and a second conrputer user coimected to the computer network via a second 
computer, a callback method including the first compiiter user transmitting a callback request to 
a callback server, where the callback request includes an identification of the computer user and 
the callback server instructing the first computer to initiate a communications linV -with the 



wo 01/05130 




PCTAJSOO/40351 



4 

second computer via the computer network. 

Further in accordance with a preferred embodiment of the present invention the 
callback request includes an indication of a time at or after which the callback server may. 
instruct the first computer to initiate the communicatioiis link with the second computer user. 
5 Still further in accordance with a preferred embodiment of the present invention the 

callback request includes an indication of a time period during which the callback server may 
instruct the first computer to initiate the communications link with the second computer user. 

Additionally in accordance with a prefetied embodiment of the present invention 
the method further includes die callback server determining whether the second computer user 
10 is available fox computer-to-comp\itcr conamunications and v4iere the instructing step includes 
instmcting when the second computer user is available for computer-to-computer 
communicatioiis. 

Moreover in accordance with a preferred embodiment of the present invention the 
method further includes the callback server determining whether the first computer xiser is 
IS available for computer-to-computer communications, and where the instructing step includes 
instructing when the first computer user is available for computer-to-computer communications. 

Further in accordance with a preferred embodiment of the present invention the 
method further includes the callback server determining whether the first computer user is 
available for computer-to-computer communications^ whether the second computer user is 
20 available for computcr-to^omputcr cominiunications, and where the instructing step includes 
instructing when both of the users are available for computer-to-computer communications. 

There is additionally provided in accordance with a p i cfei red embodiment of the 
present invention a computer netwodc-based callback system including a computer connected to 
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a computer network a telephone connected to the computer network via a gateway and a 
callback server connected to the computer network, where the computer is operative to transmit 
a callback request to the callback server, the callback request includes an identification of the 
compmer, and the callback server is operative to instruct the computer to initiate a 
5 communications link with the telephone- via the gateway. 

Further in accordance with a preferred embodiment of the present invention the 
callback request inclxides an indication of a time at or after which the callback server may 
instruct the computer to initiate the communications link with the telephone. 

Still further in accordance with a preferred embodiment of the i)resent invention the 
10 callback request includes an indication of a time period during which the callback server may 
instruct the computer to initiate the commxmications link with the telephone. 

Additionally in accordance with a preferred embodiment of the present invention 
the callback server is operative to request a telephone number of an available telephone firom an 
automatic call distribution system and provide the telephone number to the computer. 
15 Moreover in accordance with a preferred embodiment of the present invention the 

callback server is operative to determine whether the telephone is available for computer-to- 
telephone communications and instnict the computer to initiatfi the communications link when 
the telephone is available for computer-to-telephone communications. 

Further in accordance with a preferred embodiment of the present invention the 
20 callback server is operative to determine whether the computer is available for computer-to- 
telephone communications and instruct the computer to ini'^'ft^ the communications link when 
the computer is available for computcr-to-telcphonc cormnxmications. 

Still further in accordance with a preferred embodiment of the present invention the 



wo 01^)5130 




PCT/USOO/40351 



6 

callback server is operative to detennine vdiether the telephone is available for computer-to- 
telephoixe commimi cations, whether the computer is available for computer-to-telephone 
communicatioxis, and instruct the compiitex to initiate the communications link when both the 
computer and the telephone are available for computer-to-telephone communications. 
5 There is also provided in accordance with a preferred embodiment of the present 

invention a computer network-based callback system including a first computer connected to a 
computer network a second computer connected to the computer network a callback server 
connected to the conqnrtcr network, where the first computer is operative to transmit a callback 
request to the callback server^ the callback request includes an identification of the first 

10 computer, and the callback server is operative to instruct the first computer to initiate a 
communications link with die second compxxter via the computer network. 
Further in accordance with a preferred embodiment of the present invention the callback request 
includes an indication of a time at or after which the callback server may instruct the first 
computer to initiate the communications link with the second computer. 

1 5 Still further in accordance witii a preferred embodiment of the present invention the 

callback request includes an indication of a time period during which the callback server may 
instruct the first computer to initiate the cozrmixmicacions link with the second computer. 

Additionally in accordance with a preferred embodiment of the present invention 
the system fiuthcr includes the callback server determining whether the second compxiter user is 

20 available for computcr-to-computer communications and where the instructing step includes 
instructing when the second computer user is available for computer-to-computer 
communications. 

^ Moreover in accordance with a preferred embodiment of the presoit invention the 
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callback server is operative to determine v^ether the first computer is available for computer- 
to-computer commimications and instruct the first computer to initiate a comxaxmicatioxis link 
with the second computer when the first computer is available for computer-to-computer 
communications. 

5 Further in accordance with a preferred embodiment of the present invention the 

callback server is operative to determine whedier the first computer is available for computer- 
to-computer communications, whether the second computer is available for computer-to- 
computer communications, and instruct the first computer to initiate a communications link 
with the second computer when both of the users are available for computer-to-computcr 
1 0 commimications.. 

The disclosures of all patents, patent applications, and other publications mentioned 
in this specification and of the patents, patent agpplications, and other publications cited therein 
are hereby incorporated by reference. 

15 BRIEF DESCRIPTION OF THE DRAWINGS 

The present invention will be understood and scppredated more fiilly firom the 
following detailed description taken in coi^jxmction vn& the appended drawings in which: 

- Fig. 1 is a simplified conceptual illustration of a coir5)uter network-based telephony 
callback system, constructed and operative in accordance with a preferred embodiment of the 
20 present invention; 

Fig. 2 is a simplified flowchart illustration of an exenq)lary method of operation of 
the system of Fig. 1, operative in accordance with a preferred embodiment of the present 
' invention; 
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Fig. 3 is a simplified flowchart illustration of an exemplary mcttiod of operation of 
the system of Fig. 1, operative in accordance with a preferred embodiment of the present 
invention; 

Fig. 4 is a simplified conceptual illustration of a compxiter network-based telephony 
5 callback system adapted for use with the Surf&Call™ system, constructed and operative in 
accordance with a preferred embodiment of the present invention; and 

Fig. 5 is a simplified flowchart illustration of an exemplary method of operation of 
the system of Fig. 4, operative in accordance with a preferred embodiment of the present 
invention. 

10 

DETAILED DESCRIPTION OF PREFERRED EMBODIMENTS 
Reference is now made to Fig. 1 which is a simplified conceptual illustration of a 
computer network-based telephony callback system, constructed and operative in accordance 
with a preferred embodiment of the present invention. In the system of Fig. 1 a computer user 

IS 10 is shown in communication with a computer network 12, such as the Internet, via a computer 
14. Computer 14 is preferably configured for voice communications in accordance with 
conventional techniques, including a microphone and other computer network-based telephony 
software and/or hardware as necessary (not shown). User 10 may thus establish a voice 
connection to a telephone user 16 at a telephone 17 via a gateway IS, such as a commercially- 

20 available VocalTec Series 120 or 2000 Vbice-Over-IP to PSTN gateway system, connected to 
computer network 12. Additionally or ahematively, computer 14 is configured for real-time 
text-based or graphical communications with another computer via cozxqnzter network 12, such 

' as with Sxaf&Chat™, commercially available fiom VocalTec Comnxundcations Ltd., Herzliya, 



wo 01/05130 




PCTAJSOO/40351 



9 

Israel^ or with any text-based Internet chat software and/or haidware. User 10 may thus 
establish a data connection to a compnler 24 via computer network 12. A callback server 20 is 
likewise comiected to computer network 12 for conmiunicadng with user 10 at computer 14 
and, preferably, with telephone user 16 via gateway 18 and/or computer 24 via computer 
5 network 12. An optional ACD server 22 is shown in communication with callback server 20 
and telephone tiser 16, which communication may be eflfected via computer network 12, via 
another network (not shown), or directly between ACD server 22 and callback server 20 and 
between ACD server 22 and telephone user 16. 

Reference is now made to Fig. 2 which is a simplified flowchart illustration of an 

1 0 exemplary method of operation of the system of Fig, 1, operative in accordance with a preferred 
embodiment of the present invention. In the method of Fig. 2, user 10 transmits a callback 
request to callback server 20 (step 200). The callback request may be made subsequent to 
unsuccessfully establishing a communications link with telephone user 16 or for any other 
reason. The callback request may be made -using any conventional technique, such as via an 

15 HTML form, and preferably indicates to callback server 20 an identifier uniquely identifying 
user 10, and a telephone number of telephone user 16, a telephone number of a call center 
where telephone user 16 Is located, or other identification tiiat may be used to determine such 
telephone nximbers. The callback request may also indicate a time at or after the callback is to 
be made, or a time period during vMch the callback is to be made. At the time designated by 

20 the callback request, or, where no such ^hne is designated, at a predetermined time, callback 
server 20 may optionally detemiine \^cther computer user 10 is available for computer-to- 
telephone coDoraunications (step 210) and/or whether telephone user 16 is available for 
telephone-to^mpuLei- commumcations (step 220), This may be done by deteraiining whether 
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the user's browser is open and/or whether the user is connected to computer network 12. If one 
or both of users 10 and 16 arc available, or irrespective of whether either of the users are 
avanablc, callback server 20 transmits instructions to computer 14 via computer network 12 to 
initiate a conmnmications link with telephone user 16 via gateway 18 (step 230). Callback 
server 20 may provide computer 14 with a telephone number for contacting telephone user 16. 
Computer 14 then automatically initiates a ccmmuiucations li'ntr with telephone user 16 via 
gateway 1 8 using conventional techniques (step 240). 

Reference is now made to Fig. 3 which is a simplified flowchart illustration of an 
exemplary method of operation of the system of Fig. 1, operative in accordance with a preferred 
embodiment of the present invention. In the method of Fig» 3, user 10 transmits a callback 
request to callback server 20 (step 300). At the time designated by the callback request, or, 
where no such time is designated, at a predetermined time, callback server 20 requests an 
available agent from ACD server 22 (step 310) and determines whether computer user 10 is 
available for network-to-telephone communications (step 320). If both computer user 10 and an 
agent, represented by telephone user 16, are available, callback server 20 transmits instructions 
to computer 14 via computer network 12 to initiate a conmiunications link with telephone user 
16 via gateway 18 (step 330). Callback server 20 may provide coir5>uter 14 with a telephone 
number for contacting telephone user 16 directly, or else gateway 18 may use conventional 
Computer Telephony Integration (CTT) techniques for establishing a cormnxmications link 
between computer 14 and telephone user 1*6 as inrovided by ACD server 22. Computer 14 then 
initiates a co mm i mi c a t i ons link with telephone user 16 via gateway 18 using conventional 
techniques (step 340). 

Reference is now made to Fig. 4 which is a simplified conceptual illustration of a 
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computer network-based telephony callback system adapted for use with the Surf&Call™ 
system, constructed and operative in accordance with a preferred embodiment of the present 
invention. In the system of Fig, 4 a compxrter user 30 is shown in communication with a 
computer network 32, such as the Internet, via a computer 34. Computer 34 is preferably 
5 conjBgured for voice commtmi^tions in accordance with conventional techniques, including a 
microphone and other computer network-based telephony software and/or hardware as 
necessary (not shown). User 30 may Hxm establish a voice connection to a telephone user 36 at 
a telephone 37 via a gatekeeper 46 and a gateway 38 connected to computer network 32. 
Additionally or altemadveiy, computer 30 is configured for real-time text-based or graphical 

10 communications with a computer 44 via a data collaboration (DC) server 48 connected to 
computer network 32, or with any text-based Internet chat software and/or hardware. User 30 
may thus establish a data connection to a comptitcr 44 via computer network 32. A callback 
server 40 is likewise connected to computer network 32 for communicating with user 30 at 
computer 34 and, preferably, with telephone user 36 via gateway 38 and/or computer 44 via 

15 computer network 32. An optional ACD server 42 is shown in communication with caUback 
server 40 and telephone user 36, which commtmication may be eflfected via computer network 
32, via another network (not shown), or directly between ACD server 42 and callback server 40 
and between ACD server 42 and telephone user 36. 

Reference is now made to Fig- 5 which is a simplified flowchart illustration of an 

20 exemplary method of operation of the syitfem of Fig. 4, operative in accordance with a preferred 
embodiment of the present invention. In the method of Fig. 5, user 30 xises browser software on 
computer 34 to download a Surf&Call™-enabled web page from a web server (not shown) 
coimected to computer network 32 and view the web page (step 500). The web page preferably 
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contaiiis a selectable hypertext link, such as a button, thai may be used to initiate the 
Suff&Call™ service. Sxnf&Call™ software is then downloaded to computer 34 and is 
manually or automatically installed, typically as a browser plug-in software module (step 510). 
The Surf&CallTM software, which typicaUy includes a signaling interface, then preferably opens 
a communication connection from computer 34 to DC server 48 and/or to callback server 40 
(step 520) by sending its unique identifier. User 30 then selects the SuififeCall hypertext link, 
causing the Surf&CaU software to send the Universal Resource Locator (URL) of the 
downloaded web page as well as a Surf&Call ID associated with Hxe web page to gatekeeper 46 
(step 530). Gatekeeper 46 then verifies the URL and the ID against an authorization database 
and retrieves an associated telephone number (step 540). Cjatekeepw 46 then sends the 
telephone number, preferably encrypted, and the network address of gateway 38 to computer 34 
(step 550). Computer 34 then sends the telephone number to gateway 38 (step 560) which then 
attempts to establish a connection to telephone user 36 (step 570). 

Computer user 30 may additionally or alternatively establish a data collaboration 
session with user 36 at computer 44 by sending a request to DC server 48, also typically via 
hypertext link selection (step 580). At this point, DC server 48 ascertains from the ACD server 
42 via en link or via any other conventional hnk, the destination of the data session, such as a 
network address of coniputer 44, and connects computer user 34 with agent computer 44 (step 
590). Computers 34 and 46 then may synchronize web page retrievals, inputs, and interactions 
via transmissions to and from DC server 48- (step 600). 

Should telephone user 36 be unavailable for a voice and/or data collaboration 
session with user 30, or should user 30 desire for any reason to communicate with user 36 at a 
later time, user 30 may use computer 34 to transmit a callback request to callback server 40 
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(Fig. 2, step 200). The callback request may be made subsequent to unsuccessfully establishing 
a commxmlcations link with telephone xiser 36 or for any other reason. The callback request 
may be made using any conventional technique, such as via an HTML form, and preferably 
indicates to callback server 40 an identifier uniquely identifying user 30, and a telephone 
5 number of telephone user 36, a telephone number of a call center where telephone user 36 is 
located, or other identification that may be used to determine such telephone numbers. The 
callback request may also indicate a time at or after the callback is to be made, or a time period 
during which the callback is to be made. At the time designated by the callback request, or, 
where no such tune is designated, at a predetenmned time, callback server 40 may determine 

10 whether computer user 30 is available for computer-to-telephone communications (step 210) 
and/or whether telephone user 36 is available for telephone-to-computer communications (step 
220), If computer user 30 is available, callback server 40 transmits instructions to computer 34 
via computer network 32 via the Surf&Call™ software signaling link to initiate a 
co mmuni cations link via the Surf&Call™ software with telephone user 36 via gatekeeper 46 

15 and gateway 38 as described heremabove (step 230). Callback server 40 may provide computer 
34 with a telephone number for contacting telephone user 36, Computer 34 then automatically 
initiates a commimications link with telephone user 36 via gateway 38 using conventional 
techniques (step 240). Agent selection may be performed in a call center environment via ACD 
server 42 in accordance with the method of Fig. 3 above, A data collaboration session callback 

20 may similarly be initiated between computer 34 and computer 44 (Fig. 3, steps 300 - 340), 

It is appreciated that one or more of die steps of any of the methods described herein 
may be omitted or carried oxit in a different order thm that shown, without departing from the 
true spirit and scope of the invention. 
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While the present invention as disclosed hcreia may or may not have been described 
with reference to specific hardware or software, the present invention has been described in a 
manner sufBdent to enable persons of ordinary skUl in the art to readily adapt commercially 
available hardware and software as may be needed to reduce any of the embodiments of the 
present invention to practice without undue experimentation and using coirventional techniques. 

While the present invention has been described with reference to one or more 
specific embodiments, the descr^on is intended to be illustrative of the mvdntion as a whole 
and is not to be construed as limiting the invention to the embodiments shown. It is appreciated 
that various modifications may occur to Hiose skilled in the ait that, while not specifically 
shown herein, are nevertheless within the true spirit and scope of the invention. 
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CLAIMS 

What is claimed is: 

1, In a system comprisiiig a computer xiscr connected to a computer network via a 

computer and a telephone user connected to said computer network via a gateway, a callback 
method comprising: 

said computer user transmitting a callback request to a callback server, wherein said 
callback request comprises an identification of said computet tiser; and 

said callback server instructing said computer to initiate a communications link with 
said telephone user via said gateway. 

2. A method according to claim 1 wherein said callback request comprises an 

indication of a time at or after which said callback server may instruct said computer to initiate 
said communications link with said telephone user. 

3- A method according to claim 1 wherein said callback reqiiest comprises an 

indication of a time period during which said callback server may instruct said computer to 
initia t e said communicatiozis link with said telephone user. 

4. A method according to claim 1 and further comprising said callback server 

requesting a telephone number of an ^^cvailable telephone user from an automatic call 
distribution system and wherein said instructing step comprises providing said telephone 
number to said computer. 



wo 01/05130 




PCT/US00/4035I 



16 

5. A method according to claim 1 and further comprising said callback server 
determining vs^ether said telephone user is available for computer-to-telephone 
cozxununxcations and wherein said instructing step comprises instructing when said telephone 
user is available for computer-to-telephone communications. 

5 

6. A method according to claim 1 and further comprising said callback sender 
detemodning whether said computer user is available for computer-to-telcphone 
communications, and wherein said instructing step comprises instructing when said computer 
user is available for computer-to-telephone communications. 

10 

7. A method according to claim 1 and ftorther comprising said callback server 
determining whether said telephone user is available for computer-to-telcphone 
communications, whether said computer user is available for computer-to-telephone 
communications, and wherein said instructing step comprises instructing ^^en both of said user 

15 are available for computer-to-telephone commxmications. 

8. In a system comprising a first computer user cozmected to a computer network via a 
first computer and a second computer user connected to said computer network via a second 
computer, a callback method comprising: 

20 said first computer user transmitting a callback request to a callback server, wherein 

said callback request comprises an identification of said computer user; and 

said callback server izxstructing said first computer to initiate a communications link 
with said second computer via said computer netwozic . 
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9. A method according to claim 8 wherein said callback request comprises an 
indication of a time at or after which said callback server may instruct said first computer to 
initiate said communications link with said second computer user. 

5 

10. A method according to claim 8 wherein said caUback request comprises an 
indication of a time period during which said caUback server may instruct said first computer to 
initiate said communications link with said second compxrter user. 

10 11. A method according to claim 8 and further comprising said callback server 

determining whether said second computer xiser is available for computer-to-computer 
communications and wherein said instructing step comprises instmcting when said second 
computer xiser is available for computer-to-computer communications. 

15 12. A method according to claim 8 and further comprising said callback server 

determining whether said first computer user is available for computer-to-computer 
communications, and ^erem said instructing step comprises instructing when said first 
computer user is available for computer-to-computer communications, 

20 13. A mefliod according to claim 8 and further comprising said callback server 

deiermming whether said 'first computer user is available for computcr-to-computer 
commimications, ^^diedier said second computer user is available for computer-to-computer 
communications, and v^*erein said instmcting step comprises instructing when both of said 
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users are available for computcr-to-computer cormnimications. 

14. A computer network-based callback system comprising: 

a computer coimectcd to a computer network; 
5 a telephone connected to said computer network via a gateway; and 

a callback servex coimected to said computer network, 
wherein; 

said computer is operative to transmit a callback request to said caUback 

server, 

10 said callback request comprises an identification of said computer, and 

said callback server is operative to instruct said computer to initiate a 
communications link with said telephone via said gateway. 

15. A system according to claim 14 vrfierein said callback request comprises an 
1 5 indication of a time at or after which said callback server may instruct said computer to initiate 

said commtBOications link with said telephone, 

16. A system according to claim 14 wherein said callback request comprises an 
indication of a time period during which said callback server may instruct said computer to 

20 yi^^tigitg said communications link with said telephone. 

17. A system according to claim 14 wherein said callback server is operative to request 
a telephone mmibcr of an available telephone from an automadc call distribution system and 
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provide said telephone number to said coixipuler. 



18, A system according to claim 14 v^eiein said callback server is operative to 

detennine whether said telephone is avaflable for compxxter-to-telephone communications and 
instruct said computer to initiate said communications link when said telephone is avaOable for 
computer-to-telephone communicatioDS. 



19. A system according to claim 14 wherein said callback server is operative to 
determine whether said computer is avaUable for computer-to-telephone communications and 

10 instruct said computer to initiate said communications link when said computer is avaUable for 
computer-to-telephond communications. 

20. A system according to claim 14 wherein said caUback server is operative to 
determine whether said telejdione is available for compuler-to-telephone communications, 

15 whether said computer is available for computer-to-telcphone communications, and instruct 
said computer to initiate said communications link when both said computer and said telephone 
Bxc available for computer-to-telephone communications. 



21. A computer network-based callback system comprising: 

20 a first comptiter connected to a computer network; 

a second computer connected to said computer network; 
a callback server connected to said computer network, 
wherein: 
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said first computer is operative to transmit a callback request to said callback 

server, 

said callback request comprises an identification of said first computer, and 
said callback server is operative to instruct said first computer to initiate a 
5 communications link with said second computer via said computer network- 

22. A system according to claim 21 wherein said callback request comprises an 
indication of a time at or after which said callback server may instruct said first computer to 
initiate said communications link with said second computer. 

10 

23. A system according to claim 21 wherein said callback request comprises an 
indication of a time period during which said callback server may instruct said first computer to 
initiate said communicatioxis link with said second computer. 

15 24. A system according to claim 21 and finrther comprising said callback server 

determining whether said second computer xiser is available for computer-to-computer 
communications and wherein said instructing step comprises instructing when said second 
computer user is available for computer-to-computer conununications. 

20 25. A system according to claim 21 wherein said callback server is operative to 

dctennine whether said first computcr'is available for computer-to-computer communications 
and instruct said first compixter to a conmiTmications link with said second computer 

when said first computer is available for computer-to-computer communications. 
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26. A system according to claim 21 wherein said caUback server is operative to 

determine whether said first computer is avaUable for computer-to-computer communications, 
whether said second computer is available for computer-to-computer communications, and 
5 instruct said first computer to initiate a communications link wilii said second computer when 
both of said users are available for computer-to-computer communications. 



10 
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